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Executive Summary

= Great results!!! This is the second round of this survey, and the results this round
show that recent changes/new applications have positively impacted the end-
users. Communicate the following items and keep up the great efforts.

- Overall score, for the applications that were also included in the 2005 study, increased
by 6.5% which is double Gartner’s database average increase of 3.05%.

- Support services received consistently hi?h scores across all applications and is a
real benefit/great resource that is very helpful.

- A number of the web-enabled applications scores are in the range of Gartner’s best-
in-class, and all web-enabled applications are above Gartner’s database average of
3.57 for Internet applications. High scoring web-enabled applications include:

= SPARK ata 4.19
= SPIDeR at a 4.03
= VNAN ata 4.20

= Potential opportunities for improvement

- Form a Competency Center for Business Applications- Internet- to continue to
increase scores, leverage existing best practices, develop end-user training materials,
and shorten development/ roll-out cycles.

- Improving specific scores for:
= OASIS - consistently a very important and low scoring application
» LETS - small population of users and the lowest scoring application
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Overview - Sample Size and Scope

= An invitation was distributed to all customers who use Virginia Social
Services System’s Applications (approximately 11,000 end-users).

= A total of 2,644 respondents completed the survey.

- Data collection was conducted from September 17th through
September 28th.

- This sample size gives VSSS a confidence level of 99% (+,-2.2%) that it is
representational of the population as a whole.

- The survey measured end-user’s satisfaction, in-depth with 18 key VSSS
applications.

- The focus of Gartner’s analysis is on the key areas which will have the
greatest impact on improving respondent’s satisfaction.
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Applications Included in Survey

= ADAPT - Application Benefit Delivery Automation Project

= APECS - Automated Program to Enforce Child Support

= ASAPS - Adult Services / Adult Protective Services

= BRS - Budget Request System

= Data Warehouse - allows multiple sources of data to be accessed and queried
= DOLPHIN - Division of Licensing Programs Help and Information Network

= EBT — Electronic Benefits Transfer (the NEW EBT system which is the ACS EPPIC system) ACS
— Affiliated Computer Services, EPPIC — Electronic Payment Processing Information Control

= FAAS - Financial Accounting and Analysis System

= LASER - Local Automated System for Expenditure Reimbursements
= LETS - Local Employee Tracking System

= MMIS Interfaces - Medicaid Management Information System

- ADAPT-to-MMIS - real time systems interface a.k.a "buffer”. In this case, ADAPT issues the
transactions directly to the MMIS without user action.

- MSU-to-MMIS - uses the "buffer" - accessed via option 17 in ADAPT (MSU-Multiple Systems
Update). The users directly initiate update transactions to the MMIS

- MMIS direct logon- also used to be called the "IBM gateway"
= QOASIS - Online Automated Services Information System
= SPARK - Services Programs Answers Resources Knowledge - Enhanced Local Agency Intranet.
= SPIDeR - Systems Partnering in a Demographic Repository
= VNAN - Virginia Nutrition Assistance Network (Administrative Site)
= WOTC - Work Opportunity Tax Credit

For internal use of VSSS only. January 2008 G t
© 2008 Gartner, Inc. and/or its affiliates. All rights reserved. Page 4 a r ners



Overall — Scores and Importance

Overall composite'score 3.82,;count 2,644
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Application Comparisonto 2005 Results

2007 (score=3.68)versus 2005 (score=3.42) scores and-counts

Statistically significant differences
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Benchmark — IT Customer Satisfaction

2005 versus 2007 changes
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Benchmarks

Database Average; Best-in-Class and Worst-in-Class

Best-in-Class and Worst-in-Class are equal to the top 10% and the bottom 10% of the

collection. The collection is equal to all studies completed since 2002.

Score
5.0 q
4.45 438
4.19
4.0 -
3.97
3.56
3.0 -
C
3.04
- Average
504 —— Best-in-class
— Worst-in-class
—— VSSS Highest Score
—=—V/SSS Lowest Score
10 T T T T 1
Applications Intranet Standard Desktop Training Electronic Mail *
Development & Apps
Support
* This is the highest scoring offering in Gartner’s ITCS database
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Gartner Methodology

In rating a service, product or overall IS, criteria are

Screened Is Availability important to you? ﬁ
Weighted How important? 3

Rated How satisfied are you? 4 2

and Justified Why? What improvements would ‘I need this service

after 5 PM, and
availability and

by each respondent. support are not
consistent then.”

Increase your satisfaction?

The composite score is a combination of importance and satisfaction
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Criteria Definitions - Application Specific

Ease of Use

- IncIlIJ_des_ look and feel, user interface, search capabilities, navigation and operation of the business
application.

Functionality

- Business application includes the functions and capabilities required to support business
operations.

Performance

- IncILIJ_des_, availability, speed, responsiveness, throughput, and turnaround time of the business
application.

Quality
- Includes reliability, dependability, and accuracy of the business application.
Documentation
- Includes user's guides, tool tips, online help, error messages, search capabilities, etc.
Training
- Includes formal (scheduled class sessions) and informal (web, CD, video, training documentation).
Communications

- Includes state communications in reference to the application, such as status reports, formal and
informal meetings, emails and phone calls.

Support Staff Responsiveness and Resolution Process

- Includes problem escalation process, support timeliness, follow-up, follow-through, problem
resolution, and overall customer service support.

Support Staff Expertise
- Includes business and technical knowledge.
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Application Criteria Scores

Top 9 most selected-applications (page 1 of 2)
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Application Criteria Scores

Lower 9 least selected applications (page 2.0f 2)

Scores
4.5
4 4
3.5 1
3 -
2.5 7 ASAPS - - - -LASER
LETS = = = =FAAS
—@—BRS —+——VNAN (Administrative Site)
2 DOLPHIN (Licensing Staff Only) WOTC
APECS (DCSE Staff Only)
1.5 T T T T T T T T T 1

Overall
Ease of use
Functionality
Performance
Quality
Documentation
Training
Communication
Support
responsiveness
Support
expertise
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Overall Counts

Length worked for'VSSS
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Overall Counts

Computer proficieney

Uncomfortable
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Overall Counts

Region
Count
700 +
Other
8% 600 +
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Western 19%
17% 500 1
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Strengths and Opportunities

= Strengths

- Great scores on three of the four most important applications.

» SPARK, rated as the most important application, received a very high score of 4.19 and a
significant increase in score since the 2005 study.

» SPIDeR was rated as the second most important and received a high score of 4.03.

» ADAPT was rated as the most important application and received a significant increase in
score since the 2005 study.

- Support services received consistently high scores across all applications.
- Incredible improvements in scores with most of the applications since the 2005 study.
= Opportunities

- Develop a competency center for business applications. Their focus is to ensure that
each new application project stays on target and that each existing application
remains timely and relevant.

- Improve scores for the following:

= OASIS - consistently a very important application but with very low satisfaction ratings.
= LETS - small population of users but with scores showing dissatisfaction (lowest scoring).
» Training — is an opportunity for improvement, same as 2005 study.
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Strategies for Improved Performance

Business Application Competency Center

= Goals/Functions

- Overseeing and supporting new Internet application efforts
= Example is OASIS (and potentially LETS) which is in the process of being redeveloped.
- Leveraging best practices and developing roll-out training material from existing
Internet applications

=  With many applications receiving best-in-class scores, the next step is to take the best
practices learned from these applications and leverage them across all applications.

» Generate training material for all future Internet application roll-outs to assist end-users.

- Reducing development time

» Generate artifacts and reusable components for all future Internet application development
efforts to greatly accelerate the development and deployment of subsequent Internet
applications.

= Learn from experience with the goal of deploying initial beta Internet applications quickly and
piloting them with smaller audiences. After implementing the lesson’s learned from the
beta/pilot, enterprises can now layer on more functionality and deploy it to a larger and more
diverse audience.

- Ensuring Internet applications timeliness and relevance

= Continuously monitoring and improving the content and interface of existing Internet
applications.
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Strategies for Improved Performance

Business Application Competency Centers

= Cross functional team which should include;

Team leader, manager or facilitator — develops the agenda for the team,
manages the appropriate level and mix of skills given the expected demand
from the project managers, and establishes relationships and planning
processes with end-users.

Project managers — supervises the creation of the Internet applications and
the developers developing each one.

IT architects — an enterprise architect figures out how the Internet application
architecture fits into the enterprise architecture, and the Internet architect
defines for the Internet application will be set up.

Developers — develops the Internet applications and potential integration
between applications.

Content specialists — creates and monitors the content and training
materials.

Liaisons from other competency centers or centers of excellence.
User representatives from the business side.
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Strategies for Improved Performance

Business Application Competency Centers

= Research notes for additional reference;

- Toolkit for business applications — (reference document #148022).

= Business Applications Competence Center Roles and Responsibilities: Best
Practices — ppt. and pdf.

» Toolkit: Business Applications Competence Center Roles and Responsibilities:
Best Practices — pdf.

- Toolkit Best Practice: Creating a Strategic Collaboration Plan — (reference
document #153237).

- Toolkit: Charter and Membership Skills for a Collaboration and
Communications Center of Excellence — (reference document #145389).
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Strategies for Improved Performance

OASIS

= |[ssue

OASIS is an application that is difficult to use, not user-friendly, has performance problems and
was not designed for employees in Virginia.

= Comments

We need a system that EVERYTHING can be entered into. For example it would be nice to put
pictures into their file. | have never found OASIS to be user friendly, nor does it capture what is
Important in a case.

Screens have too much extraneous information, why something goes on one screen versus
another is a problem. The Oklahoma system was never fully adapted to meet Virginia's Child
Welfare system. Changes and enhancements are poorly communicated. Expectations about what
Is to be documented in which place are not clear. Training is poor. No "dial in" or "internet based"
access, so a worker must be in the office to gain access. - not helpful for after hours, on call
situations. System is slow. Management reports stink. | can'tget a simple list of all the referrals
assignre])d to a specific worker for a time frame that exceeds 60 days! | can't rate this system low
enough.

It is not user friendly doing a search. It is time consuming when you have put in &l and you have
an investigation but it was set up as an assessment. There is no way to copy or just go in and
cr?_ange from assessment to investigation without having to complete all entry and do the whole
thing over.

To much repetition, cases are unique and some do not pertain to the oasis questions that are ask.
If you leave something out or you make a mistake you can not go back and correct which leaves
worker with a mess !

| only have to use parts of OASIS in my job and still find it limited in terms of gathering good/useful
information. Summary narratives are more useful than individual contacts, full assessments do not
really tell you the nature of the cases. We provided our own which were much more of picture of a
child and his family.
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Strategies for Improved Performance

OASIS

= Strategies
- Replace application (A new application, ChildWINS, is in development).

- Leverage past experience with other applications (technology and process
improvements).

= First Steps
- Comments contain a lot of information so review them for consideration in
development of the new OASIS application. Some initial items should include:
» |Improve PERFORMANCE and provide remote ACCESSIBILITY
» Remove REPETITIVE and UNNECESSARY information
» Focus on important CLIENT INFORMATION
= Establish flexible NAVIGATION
= Provide easy to read SCREENS and/or PAGES
» Fix SEARCH and SPELL CHECK capabilities
= Develop a list of standard REPORTS while including customization capabilities
= TRAINING
» Build in INTELLIGENCE so the same information doesn’t need to be entered multiple times
= ENHANCEMENTS - capture client information like pictures, scanned documents, etc.
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Strategies for Improved Performance

LETS

= |ssue
- LETS is an application that is not user-friendly.
= Comments

- | rate this low because it is a system which requires too many screens to complete what should be
simple transactions and the same info must be put in multiple times. Also, if you get an error
message, it is often times hard to figure out what you need to do to correct it. Although Pam,
Virginia, and Zhilla can help you when you can get through to them, they are not always available
when you need them because of their job responsibilities. It would really be nice to have one
person available to help you with all aspects of LETS issues.

- The LETS manual has been very helpful in performing data entry. But, the programmers should
be made to do data entry from the locality end. Having to repeat the same entries on different
screens is a waste of time and (because time is money) money. It's hard to understand why they
would have designed it as theK did. The endless loops when a prior mistake needs to be corrected
are VERY time consuming. The error messages often have nothing to do with the problem.

- LETS is NOT user friendly. We should not have to go through so many screens to accomplish a
few transaction. Why not have one screen with all employee information on that screen? Make
ghapge% print, save---Done!!! Entering a new employee should be simple if only one screen to

eal with.

- Each locality is different, and provides us with the necessary tools to manage employees and their
hire dates, etc. There is too much room for error on this system, and most definitely each agency
IS not the same in terms of how they input data. Sometimes you have to "trick" the system into
accepting a file. In this case, how is the LETS system accurate if all transactions are not recorded
(except by paper trail in the locality)?

- We are a deviating agency and the County has it's own personnel system. We should be able to
dump our information into the state system. Very hard to use LETS, always seems to be errors,
not user friendly.

For internal use of VSSS only. January 2008 G t
© 2008 Gartner, Inc. and/or its affiliates. All rights reserved. Page 24 a r ne':u



Strategies for Improved Performance

LETS

= Strategies

- Simplify this application to eliminate duplicate entries and minimize the
number of screens required for data entry.

= First Steps

- Upgrade the application to a single screen interface for employee
information (potentially multiple pages because of specific locality
requirements). What this will do is:

» Fix the error handling problems/frustrations
= Remove redundancy and multiple inputs

= Streamline the entire process

= Reduce training and support requirements

- Review error messages to determine if they can be updated to accurately
reflect the problem.

- Update training and support material and make it available via the Internet.
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Conclusion/Next Steps

= Communicate the great results with the team and agencies!!!
= Develop plans around the following:

- Internet Application Competency Centers
= Develop, staff and empower
= Build artifacts and best practices materials to be leveraged on future develop efforts

» Generate roll-out training material for all new Internet applications leveraging past experiences
with high scoring Internet applications

- With OASIS
» Review user commentary for potential updated tool requirements
= Communicate development/roll-out plans to the end-users on a periodic basis

- With LETS

» Develop a plan to streamline this application and set a target of a single page entry form
and/or a minimum number of steps required to enter employee information.

= Set reasonable and attainable targets for improvement. Many of the web-enabled
applications scores are already at Gartner’s best-in-class score level for Internet
applications (score increases will be very difficult).

= Communicate with the end-users that you've heard them and that you are planning
to continue to improve the applications to meet their needs.
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ADAPT — Overall Scores and Counts
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ADAPT — Scores and Counts

Length worked for'VSSS
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ADAPT — Scores and Counts

Length using application

Count Score
700 T 5
More than 10 Less than 1 145
years year 600
23% 9% 3.88 3.86 3.89 3.94 389 |,
500 +
+ 35
400 +
1to 3years 13
17%
300 +
[ Count 1os
=— Scores
200 +
+ 2
100 + 115
3to Syears 155 297 220 641 387
5to 10 years 13% 0 I I I I 1
= ") 0 ") (@)
38% 8 5 7
- > > > g ¥
c ™ o o LR
IS o o) — o >
£ 3 s e s
A o) =
(O]
-

For internal use of VSSS only. January 2008 G t
© 2008 Gartner, Inc. and/or its affiliates. All rights reserved. Page 34 a r nerm



ADAPT — Scores and Counts

How often use application
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ADAPT — Scores and Counts

Computer proficieney
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ADAPT — Scores and Counts
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ADAPT-to-MMIS interface — Overall Scores and, Counts

Overall Composite score, criteria scores and counts
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ADAPT-to-MMIS interface = Scores and Counts

Length worked for'VSSS
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ADAPT-to-MMIS interface = Scores and Counts

Length using application
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ADAPT-to-MMIS interface = Scores and Counts

How often use application
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ADAPT-to-MMIS interface = Scores and Counts

Computer proficieney
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ADAPT-to-MMIS interface — Scores and Counts
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APECS — Overall Scores ‘and Counts

Overall Composite score, criteria scores and counts////////
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APECS — Scores and Counts

Length worked for'VSSS
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APECS — Scores and Counts

Length using application
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APECS — Scores and Counts

How often use application
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APECS — Scores and Counts

Computer proficieney
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APECS — Scores and Counts
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ASAPS — Overall Scores ‘and Counts

Overall Composite score, criteria scores and counts;//
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ASAPS — Scores and Counts

Length worked for'VSSS
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ASAPS — Scores and Counts

Length using application
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ASAPS — Scores and Counts

How often use application

Count Score
200 T TS
Quarterly Annually Egsz::s
Monthly 5% 2% 180 T T4°
11%
160 +
3.71 3.75 I
140 +
SN_3.28 T35
120 + 3.10
Weekly 100 + T3
0
19% .l 50
+ 25
60 +
+2
40 +
ol + 15
189 57 34 14 %
0 | | i i 1
> > z 2 =
= ~ D
8 3 5 g 2
2 = 3 <

For internal use of VSSS only. January 2008 G t
© 2008 Gartner, Inc. and/or its affiliates. All rights reserved. Page 59 a r nerm



ASAPS — Scores and Counts

Job class
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ASAPS — Scores and Counts

Computer proficieney
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34% Q > O ) () 5
o) T O e e %)
£ S £ g > S 2
2 Q9 L Q09 o
E 8 E E - =
% = 8 3 3 o
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ASAPS — Scores and Counts

Region
Count Score
Other 80 T 3 Count T
Western 4% — Scores
14% Central 70 + 4 45
17%
60 + 378 388 1,
50 L3735 3.3ﬁ/r = 135
40 + 4+ 3
30 1 +25
Eastern
22% 20 + T2
Piedmont L 15
23% 0 |
2 6 9 69 3 2
Northern 0 > : > : > | | . | . 1
20% E § s & § ¢2
g 2 = £ g e
O L > E <
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Data Warehouse — Overall Scores and Counts//; 3

Overall Composite score, criteria scores and counts////////

Counts (bars)

Score (line)
700 + -5
600 + T4°
3.89 371 383 |,
s00 +|3.57| |3.54| [3.72] |3.59| |~ |3.54 : —
_ — ~ 351 [—
200 L \\ 311 // T35
v
+3
300 +
/ Count T25
200 + - Scores
12
100 + + 1.5
0 653 | 639 | 625 624 621 | 597 | 588 | 554 | 496 | 490 )
I I I I I I I
— c (@) C n
3 3 £ 3 £ S g S 2 59
g — c c S o -% Q e C S =
Q 0 = Q [ S Q .= N X
© S b= S = > <
L L v 5 = n 9
o Q o) 73
(a) O )
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Data Warehouse — Scores and Counts

Length worked for'VSSS

Count Score
350 T — 5
Less than 1
More than 15 year 300 + 45
0
years 5% 381 377 L.
49% 250 + 3.63 357
1-5years N e
17% 200 +
I Count + 3
150 + - Scores
+ 25
100 +
+2
S0 T + 15
5-10years 31 112 124 67 319
0 : : : : 1
19% ® 2 v n T
g ; g §
= 5 & - £
10-15years § 2 9'. 3 2 2
0 =]
10% A 5 S 9
O
.|
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Data Warehouse — Scores and Counts

Length using application

Count Score
5to 10 years 350 -5
4% More than 10
1 427 4 45
3to5years yzz:/(r)s 300 4.07
10% 250 1 3.71 T4
3.55 345
— : [ Count | 35
200 + - Scores
+3
150 +
+ 25
100 +
+2
1to 3years
34% 0T T15
320 224 68 28 |—13—|
0 : : : : 1

Less than 1 > o o o g
year 5 o o = o 2
50% S ht o S S

@ o} =
Q
-
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Data Warehouse — Scores and Counts

How often use application

Count Score
400 T — Count TS
Quarterly Annually <
4% 0 — Scores
1% 350 + + 45
Daily 382
11% S 3.65 I

250 \ T 3.5

200 + 13
54
150 + 125
Monthly Weekly
)
3% 31% 100 + +2
50
S0 T T+ 15
69 206 351 23 4
0 : : : : 1
> > > > =
- — x E S m
8 3 5 g 2
C
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Data Warehouse — Scores and Counts

Computer proficieney

Count Score

Uncomfortable 350 3 Count T 5

0,
Power User 0% — Scores
| + 45
11% Moderately 300
comfortable 14
11% 250 + 3.64 3.57 351

3.44

+ 35
200 T 3.00
+3

150 +
T 25
100 +
T2
50 T + 15
Comfortable 3 . @ e —
Very 29% 0 I I : : 1
Q > 0 9] O o)
comfortable .§ foje ;—é g @
© Py
49% 5 S 5 5 g S &
: 8% ¢ -
e = 3 O O o
-
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Data Warehouse — Scores and Counts

Region
Count Score
Other 140 -5
7%
Central 120 + T 45
Western 18%
20% 1,
100 +|3.65| [3.64 3.62
3.46| |3.48 3.52
‘\\ 4’/\\ -+ 3.5
80 +
+ 3
60 +
Eastern T 25
Piedmont 19% 40 +| = Count
19% — Scores + 2
07T 115
Northern 116 131 110 123 129 44
17% 0 — I I I I I 1
& S = = c ]
=] Q ()
s 1 5 £ § 6
@) N S E g
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EBT (ACS EPPIC system) — Overall Scores and Counts

Overall Composite score, criteria scores and counts

Counts (bars)

Score (line)
600 T 5
+ 45
3.84| |3.86| [4.00 — 2 . - o
e — . DO T4
e —t—
400 +
+ 3.5
300 + 13
200 —3 Count T2°
— Scores 15
100 +
+ 1.5
557 | 501 | 489 | 492 | 487 | 477 | 495 | 446 | 424 | 416 )
O I I I I I I I I I
= c (@) C (7))
< i = 5 2 o) c 9 a 5 &
) S @© c © = = = ) Q £
o o c a > o S 8 =l Qo
o o) [ = O c o = o 2 S5 Qo
Q 0 = Q [ = Q .= N X
) c o S 2 Q 0 3
Lﬁ S E S = (?) S
" al S 5 2
(@) O @
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EBT (ACS EPPIC system) — Scores and Counts

Length worked for'VSSS

Count Score
300 + 5
Less than 1
year 4.30 145
More than 15 6% 250 7 3.01
\81 ' 373 |380 |1,
years — -
50% 200 +
+ 35
1-5years
18% 150 L — Count 15
= Scores
+ 25
100 +
+2
50 +
+ 15
5-10years 35 102 85 64 271
15% 0 : : : ! 1
10 - 15 years > Q Q g 88
11% = 0 S 9 2 2
= — ; o o)
@ ol o] =
(0]
-
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EBT (ACS EPPIC system)— Scores and Counts

Length using application

Count Score
More than 10 250 T — Count T5
years — Scores
5to 10 years 204 T 45
17% Less than 1 1 4.02 3.99
° 200 3.83 3.85 |
34% ——
150 4 + 35
+ 3
100 + 1Los
4+ 2
50 +
3to 5years T15
25% 193 121 137 93 I—r3—|
0 : : | | 1
1to 3years g = £ g %
22% 3 g g g =R
c ™ T o = 5
© ) o — o >
S o h Q S
o o) =
(0]
—
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EBT (ACS EPPIC system) — Scores and Counts

How often use application

Count Score
Quarterly 250 =3 Count TS
4% Annually
0% — Scores
Monthly Daily 416 T4
38% 200 +
20% e % 3.84 14
3.34 4
150 1 3.5
.89
+3
100 + + 2.5
T2
50 +
+ 15
Weekly
36% 0 209 I 201 I 113 I 25 I |—9—| 1
> > = = =)
5 3 & &
= S 3 g
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EBT (ACS EPPIC system) — Scores and Counts,

Job class

Count Score
300 —_ : Count —_— 5
4.44 — Scores
4.29 4.21
21 1 45
250 L 4.12
3.69 14
200 + -+ 3.5
150 + -+ 3
+ 25
100 +
+ 2
50 +
+ 1.5
. 61 I 102 I 240 I 5 I 26 I 7 Il_lo_lll_Ig_II' 5 " 5 g 57 I 7 .
< — ) — i — b — — -
g g £ 8 g g £ & s & 8 =
c g 5 2 S 5 < k=) @ 5 @ S £
QS o 5 o e o 0 c 7 c e o
cg_ = 8% g. 3 3 5 g e g 2 3
. - = = w— @]
tag 8§ 2% ¥ 3 & 2 3 ¢ & 4 ¢
205 o 5 = Q0o = a & £ ol = 5
T D 2 = E= L = S
ggs o © & = 6 s g g ¢
£ 0 = o o L
E W g o
©
<

Note: responses with 3 or less have been removed
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EBT (ACS EPPIC system) — Scores and Counts

Computer Proficiency

Count Score
300 —_ I:I Count —_ 5
Uncomfortable = Scores
1%
Power User + 45
8% Moderately 250 +
comfortable 3.93 3.86 382 1,
11% 3.62
200 +
+ 3.5
150 + - 3
2.3 T 25
100 +
Comfortable T?2
32% 50 +
+ 1.5
Very 3 64 179 264 47
comfortable 0 I I I I 1
% >0 Q Qo @
48% [oRe o o N
g © 8 I > 8 2
L Q9 el 9 o
E 8 E E ~E 2
% = 8 8 o o
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EBT (ACS EPPIC system) — Scores and Counts

Region
Count Score
Other
50, 140 — [ Count o
Central — Scores
W(;%E;zrn 17% 120 + T 45
0
395 1385 37g) 3.87 [3.85 1,
100 T \‘ TNy, 3 53
\
1+ 35
80 +
+3
60 +
Eastern T 25
21% 40 4+
Piedmont T2
16%
20 T +15
NO I‘th ern 95 118 109 91 113 31
0 : : : : : 1
20% T 5 § & 5 &
5§ & £ i @
o pa 2 <
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LETS — Overall Scores and Counts

Overall Composite score, criteria scores and counts////////

Counts (bars)

Score (line)
140 T5
120 + T4°
3.82
. 14
100 4 3.69 T
3.43 /,
3.12 3.19 3.22 // + 3.5
80 1 3.11 —
— : // S~ +3
60 T+
— Count T25
40 + - Scores
+2
20 4+ + 1.5
0 125 | 122 | 117 120 117 | 117 | 119 | 115 | 119 | 115 )
I I I I I I I
= c C (%))
T o % 3 % IS g S 8 =39
a 2 = = N
Q 2 5 S = g 3 5 g5 8¢
) c o S 2 Q 0 3
© S T S = 2 S
L T o 3] = n
o o) o
A o )
O o
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LETS — Scores and Counts

Length worked for'VSSS

Count Score
More than 15 Less than 1 80 T -5
years year
5606 2% 20 4 3 Count 1La4s
- Scores
1-5years 60 4 14
16%
50 + 314 | T 35
1 2.83 1
40 2.64 d 3
2.43 2.40
30 4 T 25
5-10years
14% 20 + T2
10 4+ + 15
|—3—| 20 18 15 69
0 : : : : 1
10 - 15 years o 0 0 ) 10
12% Q S 3 g =
— > = = g £
c T o 10 £ 3
g & B B 2 >
o 0 S >
Q
-
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LETS — Scores and Counts

Length using application

Count Score
More than 10 40 T C—J Count TS
Less than 1 — Scores
years 35 + + 45
26% year
0,
14% 30 + +4
25 + 3.31 || 35
293 | 4~
207271 || 270 T +3
— . /
15 + T + 25
1to 3yeaks | 1
26%
5+ + 15
17 34 15 27 32
0 : : | | 1
5to égozears ; § % % % S
0 to 5 years > 0 0 0 c
12% - - 5 & g5
g 9 9 = o 5
i - ° & 8
9
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LETS — Scores and Counts

How often use application

Annually
6% Daily
Quarterly 3%
14%

Weekly
30%

Monthly
47%
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Count Score
70T [ Count T
450 — Scores
60 + T 4.5
+ 4
50 +
+ 35
40 + .03
2.86
~.273 T3
30 + ~—_ 253
+ 25
20 +
+ 2
10 + 115
4 37 60 17 7
0 i i i i 1
> > > > =
'S = S o o}
a & 5 5 =
C
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LETS — Scores and Counts

Job class

Count Score
60 T [ Count T5
— Scores 1+ 45
50 +
+ 4
40 + 135
291 3.04 3.00 '
30 4 275 13
2.17 — 125
20 +
+ 2
10 + 115
50 14 % 6 32
0 — I I I I 1
(U (- — q') S
o 9 [= 2 g
c — (@] ] S
S 9 o o ) =
o, > 0 2 =
R 8 5 = o)
2 o % b o 2
C O s < =
5 0= O 2 o)
@0 S a
c
= O
E 0
o
<
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LETS — Scores and Counts

Computer proficieney

Count Score
70 T [ Count T5
Uncomfortable — Scores
0 4 +— 4.5
Power User 1% Voderatel 60
17% oderately 1,
comfortable 1
50
9%
+ 35
A7
40 + 3
2791 274 +3
2.68 .
30 1 \§
+ 25
20 +
+ 2
10 T 115
Comfortable 1
0 . 11 33 59 21
Very 26% o | | | | 1
Q9 > O () [0) =
comfortable = o 2 2 0
47% £ T 8 g > 8 2
RS, L Q9 L g o o
. EF ¢ =8
2 =2 3 O 8] o
)
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LETS — Scores and Counts

Region
Count Score
Other 30 T 3 Count T
6% — Scores
Western Central T4°
18% 19% =7
14
20 +
135
3.08 3.08| |3.07| 313
+ 13
15 \\ 2641
Rt
Eastern®® T
18% T2
5 =4
115
Piedmont 24 23 22 25 23 8
21% Northern 0 — : : : : 1
18% g 5§ & s & 2
3 2 £ 5 g O
o pa 2 <
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MMIS direct logon interface — Overall Scores and Counts

Overall Composite score, criteria scores and counts

Counts (bars)

Score (line)
900 + -5
800 + +45
4.03
700 3-89 |3 75| |3.92| |3.87 ey 380, 389 |
600 - | 393 3.55 _+—
\\ 3.17 // + 35
500 + el
13
400 +
300 1 /3 Count T 25
— Scores
200 + T2
100 + + 1.5
0 851 | 834 | 812 819 812 | 796 | 756 | 712 | 695 | 676 )
I I I I I I I
= [ C
< 3 -% 3 % O g O § 5 2
S c = = g
g — c c S o -% Q e C S =
Q 0 = Q [ = Q .= N X
) c o £ 2 Q0 3
© S b= S = > <
L L v 5 = n 9
o Q o) 73
(@) O )
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MMIS direct logon interface — Scores and Counts

Length worked for'VSSS

Count Score
500 T [ Count T
Lessthan 1 450 + — Scores
T 4.5
year
More than 15 6% 400 + 3.96 3.85 3.87 3.97 3.89
years —_ 124
350
1%
1% 1-5years 135
16% 300 +
250 T 3
200 -+ 1o5
150 +
+ 2
100 +
5-10years + 1.5
! 1
17% 47 137 148 89 430
0 I I I I 1
3 % 0 0 10
10 - 15 years g & & 5 S
— > > > © =
10% c 0 o 0 £ 3
5] ' ~ = o >
S — 0 o S
@ — =
[0}
-
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MMIS direct logon interface — Scores and Counts

Length using application

Count Score
300 T = -5
Less than 1 Count
More than 10 year Scores 145
years 9% 250 T 3.98
28% 3.86 3.82 3.88 3.86 14
200 +
+ 35
1to 3years
0,
17 /O 150 A1 T 3
+ 25
100 +
+ 2
50 +
+ 15
3to 5years 73 147 150 240 241
5to 10 years )0/ 0 | | | | 1
18/0 = T T T T
28% @ 2 0 2 -
g & & & =
- > > > c £
c ™ 0 o £ 3
8 8 e P O >
*Q - ™ 5 §
Q
-l

For internal use of VSSS only. January 2008 G t
© 2008 Gartner, Inc. and/or its affiliates. All rights reserved. Page 90 a r nerm



MMIS direct logon interface — Scores and Counts

How often use application

0 | Count Score
uarter y 600 —_ —_ 5
1 Count
Monthly 1%
9% Annually —Scores
0 + 45
e >0 71 4.03
+ 4
400 +
Weekly 135
24%
300 + +3
+ 25
200 +
: +2
Daily
65% 100 +
+ 15
551 203 79 12 6
0 : : : : 1
> > > > =
T < £S] ) c
a & 5 g =
C
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MMIS direct logon interface — Scores and Counts

Computer Proficiency

Count Score
450 T —1 Count T5
Uncomfortable
0% 400 1 = Scores
Power User + 45
9% Moderately 3.05
comfortable 350 3.82 3.93 3.88 : 1,
12% -
300 +
S.V 135
250 +
T3
200 +
+ 2.5
150 +
Comfortable 100 + T2
32%
50 + - 15
Very 3 101 276 395 76
0 i i i f 1
coml(;cr;able % > 0 o o 5
0 [Oe! o) e 7
g g 8 ¢ > 8 2
L Q9 el g el ()
: 8% ¢ -
% = o O o o
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MMIS direct logon interface — Scores and Counts

Region

Count
Other 250 Sf: ‘;re
6% I Count
Central — Scores
Western 17% 416 T 4.5
19% 200 + 3.94
3.87 = 3.84 3.83 W L4
150 1 135
13
100 + 1,
Piedmont Eastern
18% 23% 15
50 1+
115
NO I‘th ern 144 193 143 156 164 51
0 : : : : : 1
17% IG c aE) € c o
= (@]
S .- E ¢ 8
O L] 3 E =
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MSU-to-MMIS interface = Overall Scores and Counts

Overall Composite score, criteria scores and counts

Counts (bars)

Score (line)
700 T 5
600 + T4°
3.93| [3.90| [393] [3.82] [3.89 o 3.79 385 |,
500 + \\\ 3.98 |77
N 3.28 // + 35
400 + ~—"
+3
300 +
1 Count T25
200 + = Scores
+2
100 + +15
602 | | 585 | | 577 | | 577 | | 573 | | 562 | | 528 | | 501 | | 489 | | 474 .
0 I I I I I I I I I
= C C
S % =) S ) S 3 S 2 58
S y— c ] S g = @ + C o )
O o 2 e o c © O S O o 9
7 g g = = e 9F
-]
i T o 3 E ”n 9
Q Q Q 7
) O )
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MSU-to-MMIS interface = Scores and Counts

Length worked for'VSSS

Count Score
350 T [ Count T
More than 15 Less than 1 — Scores 146
years year 300 3.98 4.06 4.00 4.02 '
50% % ' _|385|1,
250 —
1-5years I
14% 200 +
+ 3
150 -
+ 25
100 - L,
5-10years 0T 115
18% 40 83 108 67 304
0 : ! ! ! 1

j -
& 0 %) 0 Tp)
o @ @ 3 b
> e g e g ©
S
10 - 15 years 2 o S o £ 3
11% e o - - o >
= o) o Q
@ o] =
(0]
-
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MSU-to-MMIS interface -~ Scores and Counts

Length using application

Count Score
250 1 [ Count T
= Scores
More than 10 Less than 1 3.90 + 45
years o 200 + 3.90 : 3.89 | 4
24% 0
150 | + 35
1to 3years 13
15%
100 T + 25
+ 2
50 +
+ 15
53 91 112 203 143
3to 5years s o o 2 Q9 .
5to 10 years 19% S o] 5] 3] S v
33% = & o S £ 8
IS ) o) — OIS
S o h o) S}
@ o) =
(0]
—
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MSU-to-MMIS interface - Scores and Counts

How often use application

Count Score
Quarterly 500 T [ Count T
Monthly 0% 450 — Scores
0 1
Weekly 4% Annually + 4.5
0% 400 +| 3.99
~ 3.77 + 4
350 1 3.67
300 | + 35
250 + + 3
200 + 1,
150 +
+ 2
100 +
+ 1.
50 + 5
476 98 |—22—| 3 3
80% 0 : : | | 1
> > > > =
- — x E S m
8 3 c £ 2
= S 3 2
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MSU-to-MMIS interface - Scores and Counts

Job class
Count Score
500 — [— Count g
450 + 4.20 4.26 461 — Scores 145
oo | —~ 353 350 350 3.60 71 Pl
350 + 3.30 321 ' : : 3.38
300 + 135
el 75 1,
200 + 125
150 +
12
100 +
50 1 115
15 5 |—28—| 432 7 15 6 5 5 4 61 4 4
0 ! ! ! s 1 | - ! ! ! ! ! 1

Child Support Enforcement
Worker

Clerical Worker

Eligibility/ Benefits Worker

Fraud Worker

Service/Social Worker

Case Aide

IT Professional

Program Consultant

Program Supervisor

Trainer

Home Office (other)

Administrative/ Financial Services }
Employment Services Worker

Note: responses with 3 or less have been removed
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MSU-to-MMIS interface = Scores and Counts

Computer Proficiency

Count Score
300 T+ T5
Uncomfortable
Power User 0% Moderately 145
10% comfortable 250 + 39 4.08 .
0 .94 3.92
12% 3.89 | — 14
200 +
+ 35
150 + T3
[ Count
= Scores 425
100 + 20
Comfortable 1o
31%
50 +
+ 15
2 72 185 285 58
Very 0 I I I I 1
Q > O ) () =
comfortable yol T3 ye = 3
A7% £ g 8 ¢ > 8 2
= Q9 el 9 ()
E 8t E - 3
% = 8 3 8 o
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MSU-to-MMIS interface - Scores and Counts

Region

Count Score
Other 160 T [ Count T2
6% — Scores
Western Central 140 + T 45
18% 18% 4.01 _ 4.01
o% ° . lsss || 385 391 3V 1,
— S —
100 + 135
80 + 13
. 60 + 125
Piedmont
0]
19% Eastern ,, | 15
23%
20 + 115
Northern 0 111 } 138 } 98 } 114 } 106 } 35 .
16% © c = = c o
© LU 2 2 2
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OASIS — Overall Scores 'and Counts

Overall Composite score, criteria scores and counts////////

Counts (bars)

Score (line)
700 + -5
600 + 411 T 4.5
o5.90
500 ] — |t+4
113.47 3.54
3-40 3.46 3.31 3-41 3.30 w/ __35
“v )
400 +
+3
300 +
— Count T25
200 + - Scores
12
100 + + 1.5
0 652 | 637 | 623 629 624 | 617 | 589 | 553 | 575 | 576 )
I I I I I I I
T § 2 8 & § 2 8 2 £8
-} c G = = = v
> 5 5 & 3 £ § § 55 §¢%
Q 0 = o [ = Q .= X
%) c o S = Q 0 D
© S b= S = > <
L L v 5 = n 9
= Q @) c%
o O )
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OASIS — Scores and Counts

Length worked for'VSSS

Count Score
250 T —5
Less than 1
+ 4.5
year
9% 200 +
More than 15 359 T 4
years 349 1 339 348 340
36% 150 + S — — - 35
+3
[ Count
100 T — Scores + 25
+2
50 +
1-5years T15
26% 57 172 131 60 232
10 - 15 years 0 e 9 e a o 1
S S S H
o 5-10 % § f‘i § 4
-10 years - 2 2 > £y
20% 8 B = 7' v >
e o) o Q
A — =
4
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OASIS — Scores and Counts

Length using application

Count Score
250 + -5
More than 10
years Less than 1 + 45
8% 200 +
5to 10 years 0 year 3.78 |4
34% 14% 3.46 3.51 3.46 _—
' i ' 3.37
150 1 / T 35
+3
100 +
— Count T 25
= Scores
+2
50 +
+ 15
89 161 126 226 50
0 : : : : 1
1to 3 years 5 £ g £ =
25% 2 Q Q 0 g
3to 5years = ™ ol 9 = 0
e 8 L >
] o) =
(0]
—
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OASIS — Scores and Counts

How often use application

Count Score
500 T I Count TS
Quarterly 450 + Scores
+ 45
2%
Monthly Annually 400 +
9% 2% 124
350 +| 3.58 3.68
TSN3:20 T3S
Weekly 300 : 3.16
17% 250 + +3
.55
200 15
150 +
+2
100 +
50 1 + 15
458 112 57 I_JA_| 11
0 : : : : 1
> > = > %
— x S S
8 3 5 g 2
= > 3 =
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OASIS — Scores and Counts

Computer Proficiency

Count Score
350 T [ Count TS
Uncomfortable = Scores
300 + +— 4.5
1%
Power User Moderately
10% comfortable 361 14
13% 250 T : 3.51 347
+ 35
1
200 + \\3 6
+ 3
2.6
150 +
+ 25
100 +
+ 2
Comfortable 20T +15
32% 4 82 210 294 62
0 : | | | 1
Q >0 Q Q @
Qo 0 O o ie) n
Very g T 38 g > & 2
comfortable E % ug qg 2 % a;)
44% g = 8 8 9 g
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OASIS — Scores and Counts

Region
Count Score
160 T T Count - S
Other — Scores
0 140 + 1 45
% Central
Wis%tosrn 17% 120 + 14
0
3.41 3.55 2 3.44| 3309
100 1| A 3//\\\_ Y 135
80 + 13
60 1 425
Piedmont Eastern
17% 22% 40 T T 2
20 - + 15
111 138 132 111 114 46
Northern 0 — _ I c A _ . 1
20% g & & S & 2
) 2 s £ 2 o}
© i 2 2 =
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SPARK — Overall Scores and Counts

Overall Composite score, criteria scores and counts////////

Counts (bars)

Score (line)
1000 + -5
900 -+ 4 .25 4.33
4.19 .25 4.23 : 145
g = 4.03 4.05 414
800 + I~ —
\ 3.90 1a
/
7 4
0 N3.40 |1
600 L \/ + 35
500 + +3
400 +
1 Count T 25
300 + — Scores )
200 +
100 4 + 1.5
0 903 | 877 | 851 855 848 | 807 | 731 | 712 | 657 | 642 )
I I I I I I I
= c c [7)]
T o % 3 % S g IS a £
7 Q 2 2 i,
q>) 4= c © > 8 % 8 + C % E
o) o o e (@3 c et = o 9 5 Q
o B = Q — c Q 2 B X
& £ : 2 St %%
Lﬁ > o > @ O
LL q & £ a
8 Q 7
O L
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SPARK — Scores and Counts

Length worked for'VSSS

Count Score
450 T T°
Less than 1
More than 15 year 400 T 4.23 4.20 4.15 4.29 416 |T 4>
years 9% e
45% 350 T4
300 +
+ 35
250 L [ Count
1-5years —Scores T3
20% 200 +
+ 25
150 +
100 + I
50 1 + 15
83 182 146 88 404
5-10years 0 : I I I 1
= ") ) ") LN
10 - 15 years 16% § 3 o © p
10% 2 e g g g o
c Te) o L0 s 8
@ . — H L >
S — - o o
0 o] =
(0]
—
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SPARK — Scores and Counts

Length using application

Count Score
More than 10 400 T -5
years
8% Lessthan 1l 350 4 4.23 4.35 4.32 4.36 | 45
5to 10 years 0 year 4.05
9% 1 — ] |
40% 300 4
3to5years 250 + Count + 35
I Coun
7%
200 + — Scores 43
150 + + 2.5
100 + 1o
S0 T 15
352 328 67 84 72
0 I | 1
1to 3years 5 7 » %) o
369% o G b T |
’ 3 3 2 3 S ©
c (99] n o < 8
] o ) — 0 >
= ' s L S
a To} =
Q
-
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SPARK — Scores and Counts

How often use application

Count Score
Quarterly 800 T — -5
Monthly 1% Count
504 4.30 - Scores
Annually 700 T T 45
Weekly 1%
16% 600 + 14
500 + + 35
400 + +3
300 + + 25
200 + +2
100 + +15
. 695 142 47 11 8
Daily 0 | | & | 1
>
77% 2 ) g g =
) 3 5 = =
= S 3 2
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SPARK — Scores and Counts

Computer proficieney

Count Score
450 T -5
Uncomfortable
0 400 + +
Power User 0% 4.13 4.2t 4.20 4.5
12% Moderately 4.00 ' 4.02
0 350 + / \\
comfortable + 4
11% 300 1
+ 35
250 +
[ Count - 3
200 T — Scores
+ 25
150 +
100 + T 2
50 + T15
4 96 265 428 110
0 f f f f 1
Very Comfortable © - © ° .
comfortable 29% Ke) o o 3 S 3
g T 3 [ > 8 2
0 A —
£ 8t E - s
% = 8 3 3 o
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SPARK — Scores and Counts

Region

Count Score
Other 250 T T 5
9% 4.29
4.25 . T 4.5
Central 4.08 412 421 4.17
Western 0105 20T R
16% T4
150 4 + 35
+ 3
100 + 1,
. 1 Count
Piedmont — Scores
16% T2
Eastern 50 T
23% + 15
194 197 134 147 148 83
Northern 0 : : : : : 1
15% g £ 5 5 3 g
) 2 s £ 2 o}
c a2 B @z
o
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SPIDeR — Overall Scores and Counts

Overall Composite score, criteria scores and counts////////

Counts (bars)

Score (line)
2,000 + -5
1,800 + las
4-08 4 08 (i 12 0 oW oY '
1,600 4+ 403 4171 4.12 393 391 397
-\ T 4
1,400 1 N347| B
= A4
1.200 4 \/ 35
1,000 + +3
800 +
—1 Count T25
600 + — Scores )
400 +
200 1 + 15
0 1,774 | 1,738 | 1,693 | 1,713 | 1,702 | 1,643 | 1,559 | 1,467 | 1,368 | 1,350 )
I I I I I I I I I
— cC (@) C (7))
@ & =) 8 £ S = S 2 £
g — c @ S S -% © e C S =
() 0 = Q [ = Q = N X
N c o o - o 8 Q
© S = S = 25
L I Dq_’ o e 0 =
Q @) )
(@) O o)
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SPIDeR — Scores and Counts

Length worked for'VSSS

Count Score
900 T [ Count TS
800 + = Scores
More than 15 Less than 1 4.23 408 414 o] 45
years Yoo 700 + 3.90 .
43% 8% —~ |14
600
- 35
500 +
1-5years 400 1 — 3
21%
- 25
300 +
200 + T 2
100 + + 15
135 373 311 181 774
0 I I I I 1
© 0 ) 0 n
5-10years § § § § =
10 - 15years 18% — > > > 8 %
1% 55 % 8 g¢
= ]
® 0 S >
O
.|
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SPIDeR — Scores and Counts

Length using application

Count Score
5to 10 years 1000 T — Count T°
204 900 4+ = Scores 1
3to 5years More than 10 410 418 411 406 |*°
5% years 800 + 3_92/, )
2% 700 +
600 L + 35
500 + +3
400 + 1ss
300 +
+2
200 +
100 + + 15
671 927 96 |—49—| |—49—|
Lessthan1l © ’ ’ ’ ’ 1

year

1to 3years
38%

53%

1to 3 years
3to 5years
5to 10 years
More than 10
years

Less than 1 year
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SPIDeR = Scores and Counts

How often use application

Count Score
1400 [ Count T
Quarterly — Scores
3% 1200 + 45
Annuall T
Monthly o 4081 399 4.08
8% N 3.85 377 14
1000 +
+ 35
Weekly 800 L
18% 1,
600 +
+ 25
400 + ,
Daily 200 + + 15
69%
1207 328 146 |—59—| |_4.3_|
0 : : : : 1
> > — > %
.a x S S
3 8 2 5 2
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SPIDeR — Scores and Counts

Computer proficieney

Count Score
900 T -5
Unconlwg/ortable 800 4 1 4s
0
Power User o0 3.86 3.97 4.05 4.05 4.00
0, T .
9% Moderately — T4
comfortable 600 +
12% + 35
500 +
+3
400 4+ 1 Count
——Scores | o5
300 +
200 + T2
100 + T 15
Very 13 211 569 821 160
comfortable 0 i i ’ — 1
46% Comfortable = >0 2 L @
32% IS © 8 IS > 8 2
£ QL e e 0
. 8T B TE B
% &) O o o
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SPIDeR — Scores and Counts

Region
Count Score
Other 500 T [ Count TS
0/ -—S
Western 5% Central 450 + Corez 19 T 45
18% 17% 4.09 |4.07 '
400 + 3.98 3.99 3.98
/ -4 4
350 1
200 1 + 35
250 + T3
Piedmont 200 125
18% Eastern 159 +
26% T 2
100 +
o L 415
Northern 301 447 289 322 318 97
16% 0 ! ! ! ! ! 1
T c g € c o)
= (@]
s & € £ g 8
O Ll 3 8 =
[a
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mm Contact Information

Gartner Contact

Lynn Sechrest

Gartner Consulting

Telephone: +1-408 891 9091
E-mail: lynn.sechrest@gartner.com

Gartner Contact

Patty Bilik

Gartner Consulting

Telephone: +1-203 984 6232
E-mail: patty.bilik@gartner.com
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